Helping airports
Improve the passenger experience

Maximise customer satisfaction
at your airport

DKMA Quality Advisory Services

www.dkma.com



@ THE SERVICE QUALITY CHALLENGE

To improve service quality, airport managers need to find new ways to
get the most out of existing facilities and resources
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@ 3rd party suppliers

Wh a thdldng you back?
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@ THE AIRPORT MANAGERS CHALLENGE

My goal is to increase satisfaction but my airport seems to have reached a plateau

| need an objective, neutral review of my airport that transcends internal politics

We need to understand and to be able to set realistic goals

We need to improve service quality quickly

We want to focus investments in the right areas for the longer term
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DKMA Airport Quality Advisory
Helps airport managers maximise customer satisfaction levels

) Identify quick wins ) Optimise service delivery

© DKMA 2014 D KMA




e
v’;ﬁ WHY DKMA?
A

DKMA DKMA provides the research and insight that helps
over 300 airports improve their service quality

We are airport service quality

What makes DKMA unique?

We developed the ASQ initiative in partnership with ACI, helping over 300 airports improve their service quality

We know what works when it comes to managing service quality and can help you get the most out of your
existing facilities and resources

We work exclusively in aviation and our experts help airports just like yours improve service quality every day

We aim to partner with you and accompany your airport throughout your quality improvement process
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@ HOW DKMA QUALITY ADVISORY WORKS

Three phases designed by the airport service guality experts

1. 2. 3.
AIRPORT ASSESSMENT KEY ISSUES AUDIT DESIGN & IMPLEMENT

A A

Identify key issues

Optimise service delivery in the short / medium term
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1. AIRPORT ASSESSMENT

Expert review of service quality at your airport

®
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DKMA Airport Assessment

Find out exactly where you stand. DKMA experts
conduct a thorough assessment of current airport
infrastructure & services using our proprietary tools
and methodology.

On day one, DKMA experts perform a walkthrough
of your airport, completing D K MA QR (Airport
Quality Rating) checklist and documenting (incl.
photos) any issues found.

This assessment provides your airport with a
neutral and out s i ¢erspettsre on service
quality at your airport.

You will receive a detailed report, showing key
service gaps and your ai r p avetald guality
rating, based on D K M ABQR system.

(2 days onsite)

Presentation & Workshops

Find out what passengers like / d o nlixe about
your airport. DKMA conducts a detailed analysis of
your customer service data and compares it with
best practice.

On day two of the visit, DKMA experts present the
key findings from the analysis of customer service
data and from D K M AAirport Assessment.

You receive a detailed presentation of your
passenger experience showing key strengths &
weaknesses.

Based on the key issues identified, one or several
workshops are organized in the afternoon to
kickstart the discussion on solving identified issues.

You get workshops to identify the root causes of the
identified issues and brainstorm possible solutions.



2. KEY ISSUES AUDIT

DKMA Key Issues Audit

DKMA experts perform a full audit of the service
items identified as Key Issues by the Airport
Assessment.

DKMA experts conduct an onsite audit from a Top
Down (Stakeholder interviews) and Bottom Up
perspective (Additional Surveys, Process & Service
Evaluation)

You receive an objective report on the root causes
of the key issues and recommended prioritisation of
new initiatives.

Stakeholder interviews

DKMA conducts interviews with internal and
external stakeholders to better understand why
certain service aspects have become Key Service
Issues.

Full audit of key issues identified by the airport assessment (Onsite quality audit)

Additional passenger surveys

For selected Key Issues, DKMA will provide the
tools to conduct detailed passenger surveys in
order to identify the root causes of passenger
dissatisfaction. For example, if cleanliness is a key
issue, DK MA O6cteanliness survey would be
provided and customised to understand the issues.

You get access to D K MA aigort research tools
and passenger surveys tailored for your airport.

Process & Services Evaluation

We use our proprietary tools and methodology to
evaluate the Key Issues, from a process and
service delivery aspect. For example if security
checks are an issue, DKMA will evaluate different
aspects such as opening hours, shift plans, queue
organization or space available for passengers.



